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This paper discusses the impact of several aspects of quality of campus life, such as 
academic, facilities and services, and social, on students’ loyalty to the university. 
This study examines students’ satisfaction with campus life as the mediating variable 
in the relationship between the two constructs. Using a proposed theoretical model, 
empirical examination of the major constructs and their underlying dimensions were 
measured and tested employing structural equation modelling. The selection of the 
respondents was executed in two stages. The first stage involved stratified sampling 
and the second stage adopted simple random sampling. Questionnaires were 
distributed to respondents at the end of their lectures. The survey was conducted 
among students attending a public university in Malaysia. After data cleaning 
process, a total of 1,348 dataset, involving students from different years of study, 
were subjected to further analysis. The findings of the study provide insightful 
information pertaining to which aspects of campus life that required enhancement to 
improve students’ campus life satisfaction. The results show that social aspect of 
campus life requires improvement more than the other two aspects of quality of 
campus life. This study indicates that student campus life satisfaction mediates the 
relationship between quality of campus life and loyalty. According to survey results it 
is also suggested that university administrators should focus on improving facilities 
and services, in order to improve students’ campus life satisfaction, which eventually 
leads to students’ loyalty. 
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Introduction 
 
Nowadays, the competition within the higher education industry, both nationally and 
internationally, is becoming more competitive in the sense of attracting the best 
students coming to study at the institution. Previously, the term ‘loyalty’ is a great 
concern to most profit oriented business organizations. However, the recent 
development in the landscape of higher education industry discovers that the subject 
of students’ loyalty is becoming a paramount interest among the management of 
most higher learning institutions. The situation leads to motivate higher learning 
institutions to have a better understanding of students’ campus quality of life whilst 
learning at the institutions. This will provide a new perspective on several aspects 
that require improvements to ensure a better campus quality of life which eventually 
could influence student loyalty towards the institution.  
 
The general meaning of quality of life is achieving a good life, success and 
happiness of living within a surrounding (Brown and Brown, 2005). In the case of 
students’ campus quality of life, it refers to the students’ happy learning experiences 
which, to a certain extent influenced by several aspects of inter-related campus life, 
such as academic, facilities and services, and social (Arslan and Akkas, 2014). 
Overall satisfaction with college life is the outcome measured by campus quality of 
life (Sirgy et al., 2007). In marketing literatures, customer satisfaction which in this 
case refers to student satisfaction is a good predictor of loyalty (Azoury, et al., 2014). 
Customer satisfaction refers to the attitude of customers regarding certain products, 
services or brands. The person’s positive or negative physiological response or 
feeling is formed after comparing his or her expectation before consumption and 
perceived product or service performance after consumption (Schiffman and Kanuk, 
2007; MComm, et al., 2013). In this case, customer satisfaction is conceptualised as 
the overall student satisfaction with their life experiences at the campus (Sirgy et al., 
2010). 
 
On the other hand, customer loyalty consists of two categories, behavioural and 
attitudinal loyalty (Dick and Basu, 1994; MComm, et al., 2013). Behavioural loyalty 
describes the customer preference to purchase a product, services from an 
organisation consistently when the need arises to purchase (McMulland and 
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Gilmore, 2008), rather than choosing from competitors’ brand. The other aspect of 
customer loyalty is attitudinal loyalty that reflects customers’ opinions and feelings 
about products, services or brands (Dick and Basu, 1994) and would engage in 
disseminating positive word of mouths to others about the product, services or 
brand. Moreover, Dib and Alnazer (2013) suggested that satisfaction has a positive 
effect on student loyalty. Loyal customers would maintain long term relationship with 
the organization. Therefore, the main aim of this study is to examine the relationship 
between quality of campus life and loyalty whilsttreating students’ satisfaction as the 
mediating variable in the relationship.  
 
A Conceptual Model of Research Framework 
 
The study is adapted from the work done by Sirgy et al. (2010). However, this study 
extends the work of Sirgy et al. (2010) by introducing an outcome measurement 
namely student loyalty (Loyalty). In addition, this study proposed that students’ 
Quality Campus Quality (QCL) as an unobservable variable and being manifested by 
three major constructs namely satisfaction with the academic aspects of the 
university/college life (Academic), social aspects (Social) and university facilities and 
services (Facilities). The relationship between QCL and Loyalty is mediated by 
students’ overall satisfaction (Sat). In contrast, the Sirgy et al. (2007) Quality of 
Campus life Model postulated that satisfaction with facilities would influence 
academic and social aspects. In turn, both Facilities and Social would impact 
satisfaction. Therefore, the specific objectives of the study are as follows: 
 
1. To determine the aspect of quality of campus life that requires most attention 
for improvement. 
2. To determine the effects of quality of campus life on student satisfaction. 
3. To determine the effect of quality of campus life on student loyalty. 
4. To ascertain the effect of student satisfaction on loyalty. 
5.  To examine the mediating role of student satisfaction on the relationship 
between quality of campus life and loyalty. 
 
Based on the above objectives, the following hypotheses are proposed and tested: 
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H1: Quality of campus life has a significant effect on student satisfaction. 
H2: Quality of campus life have different effects on student loyalty 
H3: Student satisfaction has significant influence on loyalty. 
H4: Student satisfaction mediates the relationship between quality of campus life and 
loyalty. 
 
Methodology 
 
This study adopts a causal research design using a cross-sectional sample survey. 
The research instrument contains 44 items capturing the different aspects of quality 
of campus life, student satisfaction adapted from Sirgy et al., (2010) using a 10-point 
Likert scale ranging from 1 as very unsatisfied to 10 as very satisfied and loyalty was 
adapted from by Bloemer et al. (1999) using a 10-point Likert scale ranging from 1 
as strongly disagree to 10 as strongly agree. The last part of the questionnaire 
contains a set of questions pertaining to the demographic data of respondents. 
 
The selection of the respondents was conducted in two stages. The first stage 
involved stratified sampling and the second stage adopted simple random sampling. 
Questionnaires were distributed to respondents at the end of their lectures. The 
survey was conducted among students attending a public university in Malaysia.   
After data cleaning process, a total of 1348 dataset, involving students from different 
years of study, were subjected to further analysis. Demographic profile of the 
respondents was analysed using descriptive analysis such as mean and 
frequencies. Exploratory Factor Analysis (EFA) has been used to ascertain the 
underlying dimensions of student quality campus life, satisfaction and loyalty. Using 
AMOS, Confirmatory Factor Analysis (CFA) was performed to assess the 
multidimensionality of theoretical constructs and Structural Equation Modelling 
(SEM) was used to test the goodness-of-fit of the hypothesised model and examine 
the relationships between each pairs of variables as suggested in the hypothesis. 
The reliability and validity of the study were assessed using dimensionality, internal 
reliability and convergent validity to evaluate the quality of the measurement items.  
The mediating effect of student satisfaction was assessed using Bootstraps method. 
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Results and Discussions 
 
The respondents participated in the study represent the population of students 
studying in the higher learning institutions in Malaysia. Majority of the respondents 
are female from different years of study and involving all the faculties within the 
public higher learning institution.The proposed model meet the requirements for 
unidimensionality, Composite reliability (CR), convergent validity (AVE) and 
discriminate validity as illustrated in Table 1and Table 2. Hair et al. (2010) 
recommend using at least three fit indices with at least one from each category, 
namely absolute fit, incremental fit and parsimonious fit. The fitness of the 
measurement model was assessed using several common model fit indices, NCI (χ 
2/df), GFI, AGFI, NFI, TLI, CFI, and the values of this indices meet the acceptable 
cut-off points as illustrated in Figure 1. The structural equation model as shown in 
Figure 1 illustrates the relationships among quality of campus life, student 
satisfaction and loyalty. The path coefficients for the model are positive and 
significant (p < 0.01).  
 
Table 1: Psychometric Properties of the Quality of Campus Life Student Satisfaction 
and Loyalty Measurement Model 
 
No  Loading α CR AVE 
 Quality of campus life: Academic     
 Factor 1: Classroom environment (CE)  0.89 0.85 0.65 
1 Seating (A7) 0.87    
2 Proper lighting/acoustics. (A8) 0.86    
3 Classroom climate control (A10) 0.80    
 Factor 2: Teaching method (TM)  0.81 0.81 0.60 
4 Quality of teaching (A1) 0.68    
5 Use of Technology (A4) 0.80    
6 Interaction in classroom (A5) 0.83    
 Factor 3: Academic diversity (AD)  0.91 0.91 0.78 
7 Multicultural diversity in faculty (A15) 0.89    
8 Ethnic diversity among students (A16) 0.90    
9 Multicultural diversity in university (A18) 0.86    
 Quality of campus life: Social     
 Factor 1: Spiritual Programme and Service (SP)  0.95 0.95 0.86 
1 University support for spiritual life (S6) 0.93    
2  Spiritual life organizations (S7) 0.96    
3 On campus worship services (S8) 0.89    
 Factor 2: Campus hostel (CH)  0.83 0.83 0.62 
4  Maintenance of on campus hostel (S2) 0.83    
5 Security of on campus hostel (S3) 0.77    
6  Location and convenience of on campus hostel (S4) 0.77    
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 Quality of campus life: Facilities     
 Factor 1: Library services (Lib)  0.92 0.83 0.62 
1  Library staff (F2) 0.85    
2 How the library is organized (F3) 0.92    
3 Library reference desk (F4) 0.90    
 Factor 2: Health care services (HS)  0.95 0.89 0.74 
4 Overall healthcare services offered at campus (F8) 0.90    
5  Healthcare staff (F9) 0.95    
6 Healthcare centre atmosphere (F10) 0.93    
 Factor 3: Telecommunications (Tcom)  0.95 0.89 0.74 
7 Availability of the technological systems (i.e., Computer 
labs, systems, TVs, etc.) (F11) 
0.91   
 
8 The quality of the technological systems (i.e., Computer 
systems, cable, etc.) (F12) 
0.96   
 
9 The quality of telecommunications (i.e., voice mail, long 
distance, etc.) (F13) 
0.91   
 
 Satisfaction  0.93 0.93 0.82 
1 In general, how satisfied are you with the overall QCL at 
college/university that is, your academic and social life on 
campus (Q1) 
0.92   
 
2 How satisfied are you with the overall QOL for you 
personally at college/university (Q2) 
0.94   
 
3 How satisfied would you say, most of your friends and other 
classmates are with the overall QOL at college/university 
(Q3) 
0.86   
 
 Loyalty  0.93 0.86 0.62 
1 I will choose this university again for my post-graduate 
studies (L1) 
0.77   
 
2 I will recommend this university as a suitable place to study 
(L6) 
0.92   
 
3 I will encourage my friends and families to study at this 
university (L7) 
0.95   
 
4 I will propose to the firms for industrial linkages with this 
university (L8) 
0.88   
 
 
Table 2: Discriminant Validity 
Construct CE TM AD SP CH Lib HS Tcom CL 
CE 0.81         
TM 0.63 0.77        
AD 0.55 0.69 0.88       
SP 0.44 0.50 0.51 0.93      
CH 0.52 0.53 0.53 0.64 0.79     
Lib 0.32 0.51 0.45 0.47 0.56 0.79    
HS 0.47 0.47 0.47 0.53 0.60 0.57 0.86   
Tcom 0.51 0.49 0.44 0.47 0.62 0.52 0.59 0.86  
CL 0.47 0.59 0.53 0.54 0.66 0.56 0.56 0.68 0.93 
 
The findings in Table 3 suggest that social aspect of quality of campus life requires 
more attention more than the other two aspects, academic and facilities. Moreover, 
the findings support all the proposed hypotheses with student satisfaction as the 
partial mediating factor. 
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Table 3: Unstandardized Regression Weights 
Construct Path Construct Estimate S.E. C.R. P 
Satisfaction <--- Quality Campus Life 1.316 0.069 19.118 *** 
Loyalty <--- Satisfaction 0.316 0.053 5.941 *** 
Loyalty <--- Quality Campus Life 0.805 0.095 8.446 *** 
       
Social (SOC) <--- Quality Campus Life (QCL) 1.173 0.067 17.487 *** 
Facilities (FAC) <--- Quality Campus Life (QCL) 1.123 0.065 17.242 *** 
Academic (ACAD) <--- Quality Campus Life (QCL) 1.000 
   
 
 
Figure 1: Structural Model of Quality of Campus life, student satisfaction and Loyalty 
 
Discussion and Conclusions 
 
The findings of the study provide insightful information pertaining to which aspects of 
campus life that required enhancement to improve students’ campus life satisfaction. 
The results show social aspect of campus life has the strongest positive impact on 
student satisfaction and loyalty. This study indicates that student campus life 
satisfaction partially mediates the relationship between quality of campus life and 
loyalty. This study suggests that university administrators should focus on improving 
the social satisfaction of the students followed by facilities and services and lastly 
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academic aspects in order to improve students’ campus life satisfaction, which 
eventually leads to students’ loyalty. 
 
References 
Arslan, S., & Akkas, O. A. (2014). Quality of College Life (QCL) of Students in 
Turkey: Students’ Life Satisfaction and Identification. Social Indicators Research, 
115(2), 869-884. 
 
Azoury, N., Daou, L., & Khoury, C. E. (2014). University image and its relationship to 
student satisfaction-case of the Middle Eastern private business schools. 
International Strategic Management Review, 2(1), 1-8. 
 
Bloemer, J., De Ruyter, K. O., & Wetzels, M. (1999). Linking perceived service 
quality and service loyalty: a multi-dimensional perspective. European Journal of 
Marketing, 33(11/12), 1082-1106. 
 
Brown, R. I., & Brown, I. (2005). The application of quality of life. Journal of 
Intellectual Disability Research, 49(10), 718-727. 
 
Dib, H., & Alnazer, M. (2013). The impact of service quality on student satisfaction 
and behavioral consequences in higher education services. International Journal of 
Economy, Management and Social Sciences, 2(1), 285-290. 
 
Dick, A. S. &Basu, K. (1994). Customer Loyalty: Toward an intergrated conceptual 
framework. Journal of the Academy of Marketing Science, 22(2), 99-113. 
 
Hair, J. F., Black, W. C., Babin, B. J., Anderson, R. E. & Tatham, R. L. (2010). 
Multivariate Data Analysis (7th ed.). New Jersey: Pearson Prentice Hall. 
 
McMullan, R., & Gilmore, A. (2008). Customer loyalty: an empirical study. European 
Journal of Marketing, 42(9/10), 1084-1094. 
 
MComm, L., Daryanto, H. K. S, Sukandar, D. & Yusuf, E.Z. (2013). The loyalty 
model of private university student study case: STIKOM London School of Public 
Relation. International Journal of Information Technology and Business 
Management, 20(1), 70-89.  
 
Schiffman, L. G. &Kanuk, L. L. (2007). Consumer behavior (9th ed.). New Jersey: 
Pearson Prentice Hall. 
 
Sirgy, M. J., Grzeskowiak, S., & Rahtz, D. (2007). Quality of college life (QCL) of 
students: Developing and validating a measure of well-being. Social Indicators 
Research, 80(2), 343-360. 
 
Sirgy, M. J., Lee, D. J., Grzeskowiak, S., Grace, B. Y., Webb, D., El-Hasan, K. & 
Kuruuzum, A. (2010). Quality of college life (QCL) of students: Further validation of a 
measure of well-being. Social indicators research, 99(3), 375-390. 
 
